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'RAIE m- ADJUST AND FOLLOW tJP

D8.te: Aupat 15. \997

To: Kris1a TiUmaD. Opentious YICe Preside!lt
BellSoutb. In1el'coGMCtio1l Services

Front: James LaRue, ChiefofOpenticms
DeWolff'. Bobcq and Associates

Project": 9706

Project Lese (Local Carrier Semce Center)

• This project involves 1M Lese. located in BinIai.qhanJ. AL and Atlanta, GA, aloOl
with the senrice suppon IfOlIPIloe8led. at me BeUSouth Ceater AdINa.

• The pmject wu autborlaed for a 22eVMk periad. - to stat Mardll7, t997 aDd to
fiDisb Aupst 1S, 1997. 1l1li.,.......,. fbi' tIie end411,.. mGf1!l8t

~

• TIle ,..,..of..-"0;' is 1D ....,_Operadoaaf It..,··•. Four bt
delivll'lbles of tbit project IachJdc:

'."'- "'-"''''.' '. ',. ~ --"-- .......
De. ;hd ...s.s..... _'¥IIictIt........~
.......Yr.,' 8,uas I"detiversqualified candidates.
1WIIII __ ...-
Eths

, MKncea..OpalliqS,-. to"\
dill,... • ..,.......,...,...

• The major beDefi. ofthis eflbrt_~

ImpmVlld openIianII effie".
EIIbanMI_wice" quality to eLECt.
Asmnd Operadoaal RMdiness to meet eDd.ar.year CLECs
·foe......
Sipifiamt CHIIOiDI expense mluetioo.

- '.1019 :J)oc.k~..t CfIl011'" 7~
S,"')e. LF ¥ t.,1a. 1'1-1t
F"S~ H.rift., tu.. &,

~/8S"



I. PROJECT PHASES

- A. Quitk Res.1ts .. Weeks 1 lhrou,h 7 - Phase [ of~ project focused on gaining
control of the work and establishing the COrTeCt man_aement behaviors I
disciplines.-

I

--

-

-
-
-

-

B. M•• lastallatioa - Weeks a lhrolJl,b 1$ - PI\ase 11 ofme project focused on
testing the capability of the group, and ti8htenin& the management
routines/systems for con1r01Iing performance. Increuinl capability towards
rbooreticat eapac:ity is inclusive of workin. at the right q.aity and providinS
competitive service at tbe apptOpriate COSi. 1hIoretical capKity hM been set lAS••

muapn __ obMvation$ calcw-cl to 3.91 LSRs 1* employee hour (30 per
day/llllploy.). Note; the theoNQca) caplCity is bMId on the current volume mix
and level of......ioa. "The Hopper" is a process that validates the center'5
capability by havinS a ready backloa of test orders to supplemca.t the orders
received. The concept of introducina tat orders~ developed and successfully
installed and is currently beina used to ensure operational capabilities are ahead
ofthe c:ustomer requirernODts.

c. Adj..,. aad FoUew Up. Weeks 16 throUlh 22· Ph. DI of the proj«t focus
was to set new targets (rain the bar), incorporate new produets, perpetUate
performance. and make adjUSUbtmtS as requited. Also, to contiDuc to make
proaress in allevialina ftmdlmeDtal blnien tbat are DOt in BollSoutb I SconrroL
The fund.alnental banien are the lack ofpredictability ofwork voiume input, and
the lade ofcompleteDeSS (quality) ill the orders received &om CLECs. Therefore,
the continued use ofThe Hopper will be Deeded Wltil be'ner forecll$l from the·. ." ­
CLECs is available. Also," process was developed to provide Ceedblek to the
CLECs about their level of i.Dcompletelin~orrectorders. LSRs with incomplete
or enoneous iDlormatioo make it aeceuary to request for clarification thus
increasina the processing time and amount of rework..

Pa,120f9
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II. PROJECf UPDATE

We~ tIw 22nd week of the projKt Oft Ava_ 1Sth. Ph_Ill is now
complete. A)) but one orthe scheduled items are completed (48 Key items). The
remaining 1 acciVity in Phase III is in proaress and expected to be completed
within the n~xt two weeks. For more detail~ look at project phases in this \\.'rile­
up and in the anached "Summary ofFindinp and Approach."

There are three areas of concentration:

1. Operatio.. OrpDiadoll - AloDI with Bill Bolt, Tom Moran, and aill
Thrasher we are developing the LeSe's maaapment to increase the conttol of
the work by havina me JIUIIIaIelS intemalize an cmplot- follow-up routine. This
will enable the manaaers to shift work where required. identify operatina
opportunities, maintain \folumes, prodUCtiOD numbers. backlog staNI, current
employee skiU~ qualitY and semce levels. and depanment capability.

2. Support Orpaizatloa - Alona with Eddie English and Diaae Chene we
are developing the support ofall'd1.ations to continue to increaae synerlY \\'ith
operations by aligning the Ot'lani2atioDS under singular measurable goals.

3. TrabtiDaa.d Develop...... We.. tliMJopiDa a III!W tl'IiGing
orpni........ ilrapa.itJII fbr tftt tmpkJyee·s coatinuous development
process. There ate shand responsibUities between tlx support and operating
organizations for the manapmeot ofcbc process. However. key employees
felPOnsible for continuous dcve10pman will repon.dircct1y to the heads of
LeSe's operations and support. This............ ill ..... is gnred 10 f

funher accelerate the prepannion and delivery of1DiDing material,
developiDgIlnstailinsltestiDa marerial covered in ttaiDin& upda1illl the content of
the presentation as cnhan£ements to products are made, and dnmatieally
sborteninl die........cycte tbr aD employees. .

' ... 30'9



09/21/97 14: 31
T~. FL AT&T ~ & GA ~ 5 0 & A 0 IE OC

-
-

-
-
-
-
-
-
-
-'
-
'-

II. OpentioDt Ora_llilation - Writ. Up of key deaUs:

A. Improved Coatrol of tbe Work

Pb.., I, (Quick Results)
• Process Flows were developed to define the proper methods to process work

and Backlog Controls were installed to understand and control work volume
levels.

Pha.. 0, (Maill Iutallatioa)
• ~ IawI ware vali4.'".. tlISttct to quality and ~urate

proceIIIItI. IJIlIiII&IIdon. work pre"" which P'O\fide step
by step insuuetiODS for order processing.

• 81cklol ea.ote..........a10••sme Service. Quality and CoSI. Cost
factor is measmed as LSRs I Hour. Quality is measured by l'\\'() methods:"
Percent First Time Quality and Service Oniers pendiDa on the Questionable
Activity Report. Service indicators are measured by the gross cycle time ofall

LSR and the speed in which Service representatives answer the phone. A
DiRctor's Report bas bceD instalMd that SUllllDlri.zes the Jeey operating indices
which are reviewed daily by the Center Directors.

• The 0nlCr TI...· • &'.1&"".....r.. til prov;de p._, definition to
the IYJ"I ofLIIb --,J"OCessetI Mel tha rasons 1hII LSRs are loing to
cl.ukldoft. 1be Order TrackiDa System is also pro..idiDg data on processinS
duration and clarification duration.

Pbase In, (AdjUI' aad PoOow 1lP)
• A Procedures MaDual WIS prepared docwnentinl the system procedures

utilized in LeSe. This manual defiDes the responsibilitie$ and procedures for
each step in the I1l8IIa&Cmeot of blcklop, quIlity. service and proclw::tivity.
Copies of this manual ""U be provided to each director and the master win be
given 10 Ibe A.V.P.

• ADat; ,.. III..... Which eoatains die pIOeftIUta work instructions
1Di l'hiI__ wasli¥tD • ~ TraiDiDa CoordtnatDrt

caot,.~DaNc • .".wil be .........._ Lese Perfomwlee Manaser.
.JwI¥NaBia.Judy has been trained in the dcvelopmeIK ofprocess tlows and
will be responsible for the mainteDance of1hi811WluaJ.

• A eLEe evaluation was develoJ)Cd that tracks the percenraaG ofclarifications.
cancellations ad duplleations received from -eh CLEC. This data is pUlled
weekly from the LON order tracking system IDd presented to Ihc Customer
Support Managers. They Mil be responsibl~for working wi1h the CLEC to
corm:t these issues.

• Compliance Audits were created to follow up on the complianee to and
utilization ofLeSe management disciplines.

P.40f9



09/21/97 14: 31
T~I FL AT8.T ~ 8. GA -+ S 0

-
-
-
-
-
-'
-
-

PIa.se I, (Quick Results)
• Manaaement Roles and Responsibilities were defined and work area layouts

were designed.

Phase II. eMaill (agllation)
• The perceat of timt Ihat the M....-s...with the team members inaated

from 12"',. measvred during tile Anafysis; to ](M at the end ofPhase l. to
abcNl6S%..~;l'his tncm.d supervision improved flnt time quality and service
demoMlrllted by. Nd1acIioa in ........by .. much as ~ lithe AVP l~·el.

• A Continuous Development Process was developed 10 hiahligbt and addreu
employee trainina andIor skill deficiencies.

• New floor layouts were implemen1ed into the 14th floor. in Binnin&fwn. In
Atlanta, a new work area layout was implemented for some employees. the
remainder are awaiting a detision about a possible relocation of the operation.

Phase UI, (Adjust alld loBo... up)
• The IUftIIWI COIKin. to utilia about ''''0 of1beir time supervising their ..

people. Thia is aD appropUte .......ot~
• A worlc simulation orbasic sinale line resale. (discoDDec~ new COMcct.

switch "AS IS". ana switch witb cbaDges) was administered to all Lese
personnel. The Hopper was utiUzod to perform this work simulation. Ser.ic:e
representatives that perIoJmed below the expectation oferror free processing
~ived adctitional traiftin8 and/or COEbing.

• A Continuoul Devetapllellt Procell was developed utillziD8 the Hopper as a
work simulator. The wt:Itk sUMlation enables~ to evaluate twO

aspects of the .mce rapt apebilities. quality aad eftici~.

Oeficieacies in either of these ~ initiate a Performance
Improvement Plan. Dit - ..it_ in...... Each service
representative needs to 10 tbroush the work simulatioa process for the types===u:m:=.-",sinwlllian )

• Teams were iaitiatecl. Manaprs received training oft the characteristics that
constitute. 1e&m VI.• aroup. each Team is installing communi~on boards
which include the definition of the teams objectives widl respect to quality
service and prod~tivity.Each day the Team Leader. (the manacer) posts the
actual perfonnanee for the previous day and has a brief team mee1ing.

Pa.. 50t9
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C. Quallty, Stn'ict ••d Labor UdUutioa

I. "tie III (Quick Rmaks)
• The Hopper was developed. preliminaly work estimates ~re developed and

an approach to measure qualitY aDd service was established.

PbaH n, (MaiD IllItal"••)
• The Hopper was iD$wled and is beiDa used as a work simulation to evaluate

Service Representative paformance (Quality and Productivity) capabilities,
and as a supplement to the wotkload to enable the manaam to meet
performance expectations.

• Work to Time R.elatioDShips (ItS's) were established for each activity that the
LeSe currently performs.

• Quality measwes wen established to measure each Service Representative.
• Service m8UtlJ'eS were established.
• Productivity improved 74% since first two ",eeks ofProject, IS measured irt

LSRs proc:ased per hour.
• When measured by soes orders geMrated, the Ptoductivity improvement

wu94tr..

P..... III, (AdJast abd follew .p)
• The propammiaa for the First Time Quality (FTQ) J'llponi4& is complete.

Ron Moore will craia managers this week and utilization by the managers is
scheduled next week.

• Pmcessins duration time has been recf'.:ccd :ftom S6.9luu's in May to 31.5
hoUl'lIbe lint twa...ofAu... lbis iepreseDts a 45% reduction. (see
graph oftCSC DuratiOG Time).

• The peMtlllll..ofLSat
, 41 boun iDIprovtd ''''' In May

the pac.. 'MIl~._..two"" of~me perce41ap is 79".4.
(see pph ofLSR's FOC'D < 48 HOURS).

• Producti\fky.. illlplll'JlIl....!le... .,...completion ofPhase II.
Total productivity impro\'ftDart is 160%, as measured in LSR's per hour. (see
thrn part grapb LSR.'s Pet Hour).

• Pi I Jsc"';ia..ovecll~when meIIUI'ed by sex', orden per hour. (see
three part gxaph SOC'S Per Hour).

Pace6of'
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IV SUppart OrpaizadoD

A.. Foree SiziDII Forttut Feedback Loop

III Ph... I, (Quick Rel.lts)
• An activity based force-sizing model was developed.

'b.se lit (Mai. IDstaUatioD)
• Defined and began trlCkine key forecast indicatOrs by Resale, UNE and

Complex.
• Changes made to Order Tracking System to provide more deflrrition to types

of LSRs being processed.

P..... III, (Adj•• aad FoUow Qp)
• Developed Force Sizing model that incorporates perfonnance to RE:s

(reasonable expectations).

B. Project Schedule

I. 'hae 1, (Quick R.alta)
• Defined~ a Project Schedule should bey developed format and defined

Key events.

P.- 0. (M.... a••calIatiell)
• Projm Schedule developed with appropriate level of detailed activities to

focus the actions or the suppan orpnization and better insure they are
worlWtg on the appropriate items.

• S~ weekly staffmeetinls wc,. installed with status teports. It also
gives rbem the abUity to get assistaftcc on items that may be in danger of
missinl scheduled Que dates.

Phase 01, (AdjllS. ad FoUo" up)
• Weekly staff meetings to usess project stanIS have cOfttiDued.

',p7of'
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In Pllue I, (Qllick Results)
• The HopPer concept was developed to enable artificial work to be input in

order to test capabilities,

Pb.se II. (Ma. lastaUatiaa)
• The Hopper was installed into me LeSe operations and bas provided the

abilitY to not only testS the departmemal theoretiQa) capabilities but also the
individual Service Repnsentati~ capabilities.

• Staftina and demonstrated perfOl'llllftCC piKed the LeSe capabilities at 1590
LSRs per day considering training, vacations and abSClltnism.

• LSR \tolume wu at 742 per day (JUfte Averaae). ofwhich lOO!a were Hopper
orders.

Pbase In. (AdjWlt lad FoUo~ lip)
• Current demoas1rated capabilities .... It 162:5 LSR's per day considerint

23% fer aaiaiDt. vaadGu aIICl ablameillft (.. CaplCity I Capabilities
Chart).

• lSR~ is J195 per., the tint two weeks ofAQaust. 17% of this
volume is Hopper anIen. Tbe LCSC should be c",,, ofabtoItIina 42"­
more volume with DO impIct OD serviee Of quality. n.1ICIdi1ioaIII Slafftnl of
SO _ ..ice I........WMdd illcre.. this c'-liry to about 100%.

Tralatag lad Developaacat

A. Selectioa A Screea.a Process

P..... I. (Qatek Rtsaltl)
• Definition orskill requirelMl'11S was deftAed and appropriate testing

determined and iDItaIled to scrtCn for these entry-level skiUs.

PII..U, (Ma- lutallatioa)
• The expectations ofa fwu:tional SeMce R.epreseatative were defined. A site

visit for all DeW LeSe candidates will include a te\'iew ofperformance
expectltiOfti (Quality and Efficiency),

PbaM nit (AdJlllt ud Follow up)
• Ott site visits will be hosted by the Performance Mmapr. Judy Norris.

Page 10"
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B. CoateDt of count material.ad tariag
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Pbase I, (Q_ick Results)
• Developed comprehension tests to validatB leamina process and instituted

some ebaD8u in the delivery and content of course material.

Phase II, (MaiD IDlltallattoa)
• Developed work simulation evaluation using the Hopper to appraise Service

Representative's ~ities (Quality and Efficiency).
• Created NocI* r.... ·'11•• far .... LillI: Raale (DOE) that will

reduce training tim. ft'om six \\-eeb to twO weds. For a few who do not pass
the VtOrk ...........wiD ... foIow up~aedon tor dne days.

• An the modules have eouaprehension ..mI. The cOUlpreheasioa testina will
be admiD.isteml prior to the trainiDa aIl4lfter the module baa been delivered.

• LEO tniDiq module developed and deU\ltred to increase e&paeity ofLCSC
to handle AT4T volume received throup LEO.

' ....e III, (AdJutt aad 'ollow lip)
• Developed..dlliwnd LENS niaial to 14 J*l time temps in Att.ta This

approach to inputting LSR'5 to LEO that ue received for manual processing
drastically ...... the traininI time to I houn aad provides all excellent
resave capability.

• Developed tninb'l modules for Resale
• SiDSle Line D06
• Single Line SONGS
• Multiline DOE 4. SONGS '.. _-
• - Belinda Miller, (trainer) used the SON<iS training materials in her

most recent trai.Dia. class.
• Trainins modules for Unbundled Network Elemeftts and Comple't Services

still requiJ'e developmem.

'.90f9
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ITEM BIRMINGHAM

SERV~ERE~ ~

HOURS/DAY 7.5

HOURS AVAILABLE 592.5

%TRAINtVACABS 23%

NET HOURS AVAIL 456

ATLANTA

63

7.5

472.5

23%

364

,
TOTALLCSC

142

7.5

1065

23%
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I
tJ

~
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...Il \1 DAILY VOL CAPABILITY
~,...,..... J,i

I t)"J\~' PERCENT OF CAPACITY

" ) 'l\,~l) 1 i ')
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Rebecca Bennett

September 19, 1997

Gal)' Romanick
1960 W. Exchange Place
Suite 410
Tucker, GA

Room 1079
1200 Peachtree St.
Atlanta, GA 30309

....

-

-
-
-
-
-

Dear Gary,

Thank you for the efforts this past week to clarify calculation methodology for the Attachment 12 measurerr.ents
provided on September 15; 1997 for the performance month of August, 1997. This letter is to follow up on our
September 16, 1997 discussion about the billing measurements. During negotiations, BellSouth did not agree to
establish a billing returns feed, on the grounds that the historical quality ofperformance in packing and transmitting
usage did not warrant the associated costs. In our conversation on September 16, BellSouth indicated that the
measurement results from Section 4.3.1 and 4.4 ofAttachment 12 would always be 100% as long as the usage
passed BellSouth edits and BellSouth was create and transmit a data pack of usage. AT&T considers this
calculation methodology inadequate to reflect the process measurement intent or reality.

Enclosed is infonnation demonstrating repeated and significant occurrences of usage errors. AT&T requests that
BellSouth agree to establish an ongoing feed for usage returns, with the operational details to be negotiated by our
respective Subject Matter Experts. In the interim, AT&T will provide BellSouth with weekly error information.
AT&T requests that BellSouth use the message errors from that information to calculate the numerator portion of the
measurement referenced in Section 4.3.1. There is a joint operational team including Foster Haley and Barbara
Dietsch working the usage recording problem list today. AT&T requests that BellSouth modify the service
perfonnance calculation methodology currently used by BellSouth, participate in additional operational negotiations,
and put resource attention on this area as a service performance problem.

Currently, AT&T contacts BellSouth when a data pack is unable to be processed, per the fonnat defined in
Attachment 7, Appendix 2, Sections 4.4 and 4.5. For the Billing Measurement described in Section 4.4 of
Attachment 12, AT&T requests that BellSouth count all occurrences which required are-transmission ofa data pack
as a data pack error, and calculate in the algorithm accordingly. During my vacation, please contact Pam Nelson by
September 25, 1997 to schedule a working session on Recorded Usage accuracy.

Sincerely,

~~- Cc: Pam Nelson, Sue Ray, Jan Burris, Margaret Garvin
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From: Dietsch, Bartara, BGCM aGCI
Sent: Wednesday, September 17, 1Q97 3:21 PM
To: foster.haley1Qbridge.bst.bls.com
Cc: Klimczak. Claudette, aGCM BGC'I; Ray, Susan D. NLIAM
Subject: Status Requested

9/17/97

To: Fost.~ Hal.y
B.lISouth Inte~connection Svcs

F~om: Ba~ba~a Dietsch
AT'T
Billing , Industry Relation,

Fost.r,

Since ou~ F~iday call has be.n postponed until the afte~noon of Monday
9/22, please provide a status of the follOWing, prior to that call.

Th. latest Usage Matrix was forwarded to you on 9/9/97, no updates
and/or completed pages have yet been returned. It i. imperative that
this data b. completed and retu~ned as soon a. possible. Th. data for
the states of Georgia and Florida is required imm.diately; if necessary
the balance of the 7 BellSouth states can be returned after that time.

I receiv.d the N11 data you compiled for the stat. of G.orgia.
Pl.a••
provide an explanation of the entity ID associated with .ach servic••
If these service. a~e different in each state, please provide like
information by state, and a sepa~ate page 7 of the usage matrix by
state.

The co~~ection eliminating the rating of Di~ectory Assi.tance and DA
Call Compl.te messages (rec'd on 9/15 file), along with the receipt of
erroneous cancel messages was scheduled to be implemented on 9/15.
Please p~ovide as statu. of th.se issues. (15 .rroneous cancel messag••
received on 9/15 file)

Florida (407 NPA) usage continues' to be received on the Daily Usage
File, and TSR test call. are not being made in the 407 area of Florida.
Please p~ovid. a statu. of the edit which SST was to put in place.

The 9/15 file cont.ined three rated 010116 ISP me••ages (976),
however,
it .lso contained 3 duplicates of th.se mes.ag.s a. 100131 unrat.d
m••••g... Th••• mes.ages we~e dated 9/11/97, from numb.~ 404-288-4585,
to numb.r 404-976-8255. Please inve.tigate.

As of the 9/15 file, 511 usage is unrated and 211 us.ge is being
rec.ived.

Pl•••• provide .tatus of messages rec.ived with 1B module. (messages
a~. rated, 010101, ope~ator, collect)

Ther. a~. curr.ntly 363 messag.. which would have b••n r.tu~ned to
B.llSouth, for invalidmodul.s, invalid r.cord ia. and insuffici.nt
billing d.t., etc •• As w. discussed on ou~ last c.ll, either _ retu~ns

f.ed with an ••sociat.d wholesale bill credit, or a formal pap.r clai~

proce.s must be negotiated. Rathe~ than wait for ou~ n.xt .ch.duled
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call, plea.e let me know as soon as you receive a re.pons. on this
issu••

If you have any questions or comments, please feel free to contact me on
('732) 805-146'7.
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Usage Matrix (specific matrix issues attached)

4122 usage matrixwith state specific data requested from BellSouth

6/20/97 usage matrix with state specific data requested flom BellSouth

6/27

7/07

- 7/11

7/18

7125

-
8/04

-
9/02

9/05

updated usage matrix received. • state spec:itic data not included
clarifications not noted on matrix

usage matrix with state specific data requested from BellSouth
BST committed cban&es not noted on matrix

updated matrix received· state specific data, as received verbally, not included
BellSouth committed changes not noted on matrix

state specific data is required immediately·

BST has committed to provide updated and state specific data on a usage matrix
As Soon As Possible

BST will provide GA and FL state specifics. with additional 7 states to follow. Absence of this updated,
correc:ted, state specific matrix is hindering AT&T's ability to provide acc:urate loc:a1 service

Revised matrix being faxed by Foster Haley to Barbara Dietsch

Advised Be11South that usage matrix is still not complete, and updates are not accurate.
AT&.T will issue a new usage matrix to BellSouth; This matrix should be completed by Be11South
and will be maintained and updated by AT&T upon mutual agreement of issues.
This matrix will be forwarded to BellSouth in 2 to 3 business days.

9/12 New USlle Matrix wu forwarded to BeUSoutb on 919. As per BeUSoutb tbe Ulace matrix II beiDa
completecL AT&T requested the completed matrix, witb allavallable per state data, be completed

- and returned ia oae week.

.....

-
-
-

-



Information Semce Provider
976 and 511

5/97 BellSouth bas agreed to provide these messages via a rated 010116 record

7125 This portion of this issue will be formally closed when AT&T receives 976 usage
as rated 010116 records.

8/11 Matrix correction to be received ASAP

9/01 Matrix reflects 010116 correct record; however, will DOt be implemented until approved
by BellSouth Regulatezy

9/05 AT&T is DOt in agreement with the statement made by Be11South on 9/02. BellSouth agreed, as
per 5/97 status, to provide these messages via a rated 010116 record. Also, Attachment 7
Section 3.1 (page 3) of the Interc:onnect Agreement states that BellSouth will provide rated
Information Service Provider usage.-

9/12 ThIs issue was escalated in the necotiatioD staces or the Iaterconnect ApoeemeDt, and BeUSouth apoeed to
provide rated ISP UUIe. This issue was alaiD escalated, when BeUSouth made DO prolJ'UllD co~lDl

- the ISP usap belDl received 011 the DUl; BeDSoutb alaiD apoeed to provide nted ISP Ul&ae.
ThIs issue is IlaiD belDl escalated.

-- ill

-

-
-
-
--

5129/97 BST requested they provide a rate table for AT&T to rate 511 ISP messages·
AT&T decline4

6/91 BST was notified that the Interc:onnect agreement states that BST will provide all ISP messages rated
BST agreed to rate 511 messages and forward them on 010116 records

6/16/97 Nil (511 in GA) usage is received as unrated 100III records (should be rated 010116)

6/23/97 Usage continues to be n:c:eived II unrated 100118 records

7/09/97 Usage continues to be n:c:eived II unratecl100UI records

7/15197 Usage continues to be received II unrated 100118 records

7/18/91 BellSouth (Steve SChmidt) DOtifled me that (as per Shirley Wilcox) iDcorrect information ViII provided
to AT&T andNil IDeSSlpa will be sent as 010118 records. BST bas decided that this type of messap
is abbreviated cIialiq DOt ISP. AT&T stands by the positiOIl that this type message is aD InformatiOIl Provider.

7/18197 BST was notified that this is unacceptable, AT&T bas DOt made spedal provisiou to accept these messaps ..
010118 records, as per BST'I5191 notificatioll that these records would be received .. rated 010116 records.

7/25 BST bas stated that the conections to the Record mwill be implementeclby eIld ofnext week, also beinI
orked by BST is the rating process to rate all 010116 records. BST wu notified that AT&T wou1c1lib this
mplemented with the Record mcomctiOD, by 8/1191.

8/04 BST stated that Record m and rating corrections were processed efrective 8/01191.
8105 The above stated corrections were proc:essed on Monday 8104, and sbou1c1 be reflected in usaI'

datecl 8105 on.
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IDformation Senice Provider
976 aDd '11 (cont'd)
511 (cont'd)

8/06 '11 messages are beiDa =cived as UDrated 100116 records. BST bas agreed to seDd these messages
as nted 01 0116 records.

8/11 A5 per BST. Record m correction was scheduled to be completed by 8/05. These messages are being rec::eived
as 10 01 16 records. Rating of these messages is still being worked by BST.

9102 Will DOt implement 010116 record format until approved by BellSouth Regulatory

910' AT&T is not in agreement with the statement made by BellSouth on 9102. BellSouth agreed. as
per 6/97 status. to provide these messages via a rated 010116 record.
A5 per the 712' status, BellSouth stated that a correction to the Record m was being worked and also a
correction to the ratingp~ was being worked to rate 010116 records.
A5 of the 8/06 status, S11 usage was being received as unrated 100116; BST agreed to send these
messages as rated 010116 records.
Also. Attachment 7 Section 3.1 (page 3) of the IntercOMect Agreement states that BellSouth will
provide rated IDformation Service Provider usage.

9/12 BellSoutb acreed, ill 6197, to provided Sl1 meaalel u nted ISP meaalel. This laue wu escalated,
when BellSouth made no Prolreu in correctlDI the ISP ulage beiDl received oa the DUl; BeUSoutb
agaiD aiRed to prOvide rated ISP USIIe.

ThislslUe Is apia beiDl escalated.
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Uoidenti&clNll usap

712' 811 mcssaaes have been received on the usage file. The BST usage matrix states that 811 service is not
available.

8/04 Additioual 811 message has been received. BST is not aware of 811 usage. BST is investigating
211 usage has been received on the usage tile. As per BST, 2 is not a NIL optional number. BST is
investigating.

8/06 Still receiving 811 & 211 messages. Usage is being received as ISP usage (10 01 16 records)

8/11 AT&T investigated. these unidentified Nll messages. 211 is an Information Line free call. These messages
should not be sent to AT&T. If sent they should be dropped and not rated.
811 is a Date Line referral setvice. BST is investigating whether this is a per minute or per message rate;
AT&T wishes to receive these messages rated.

8/12 Now receiving 311 usaae as well as 211 & 811. Notified BST on 8/14, and requested investigation

9/02 Still invest1pting; expected 311, '11, & 711 but not 211 nor 811; will verify all Nlls (by LATA) and
advise. If free calls will be dropped by BellSouth; ifcharges apply will treat same as '11 (with BellSouth
Regulatory approval)

9/0' BST has agreed to forward. in writing. an explanation ofall NIl usage. This information bas been
requested by state. Also, ifcharges apply AT&T expec:ts BST to treat the usage the same as '11; which BST
has previously apeecl to forward as rated 010116 records.

9/12 BellSouth bas aareed to forward uplaaatloDi of all Nll usale. Tb1J lDtormatloD II to be provided for
the state of Georpa, by 9/15, with data for the additional 8 stata foliowlDa.
As of 8111, AT&T's invesdaatioD fouad that 111 Is a Date LIne Referral Service, BeUSoutb Is still
investigatiDg tills.

I


